
IN THE UNITED STATES PATENT AND TRADEMARK OFFICE 

THE CONTINUATION APPLICATION OF: 

Stuart Grp. Art. Unit: 2645 

Application No: Examiner: S.P. Sing 

Filing Date: January 7, 2005 Date: March 7, 2005 

SYSTEM AND METHOD FOR PROVIDING 
A SERVICE TO A CUSTOMER VIA A 

COMMUNICATION LINK Atty. Dkt. No: STUART-ISAM. 1 

SUBMISSION OF EVIDENCE SHOWING EARLY CONCEPTION AND DUE DILIGENCE 

Consideration of the present application and the attached Declarations is respectfully 
requested. 

The attached Declaration entitled DECLARATION OF INVENTORS UNDER 37 CFR §L131 
was submitted in the parent application, but was found wanting in demonstrating conception of the 
claimed invention before the critical date of the Gisby reference. On the other hand, the Patent and 
Trademark Office has already made a finding of record in the parent application that due diligence 
was shown by the inventors. In addition to submitting a copy of the earlier submitted Declaration 
under 37 CFR §1.131 along with its many exhibits, Applicants have attached hereto the Declarations 
of Don Homback and Charles Holder supporting Applicants' assertion that the invention was 
conceived before the critical date of the Gisby reference. In addition, an Affidavit of inventor Robert 
O. Stuart entitled Authenticating Declaration of Inventor under 37 CFR §1.132 demonstrates that 
Mssrs. Homback and Holder have, and had, more than ample skill in the relevant art to make the 
averments contained in their respective Declarations. With these submittals, Applicants respectfully 
assert that there should be no dispute that the claimed invention was conceived before the critical date 
of the Gisby reference, and that due diligence was exercised thereafter until the original parent 
application was filed. Thus, Applicants respectfully request that Gisby be withdrawn as a reference, 
and that any rejections based upon the same be withdrawn or not made again. 

This application is believed to be in condition for allowance of claims 1-15. However, if the 
Examiner believes that some minor additional clarification would put this application in even better 
condition for allowance. Applicants respectfully request that the Examiner contact the undersigned 
attorney at (812) 333-5355 in order to hasten the prosecution of the present application. 

RespectfuUv Submitted, 

Michael B. McNeW 
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DECLARATION OF INVENTORS UNDER 37 CFR §1.131 



1. We are the co-inventors of the subject matter claimed in U.S. Patent 
application serial number 09/366,1 14, entitled System and Method for providing a service to 
a customer via a conimunication link. 

2. The invention was conceived before February 17, 1998. This is evidenced 
by attached Exhibits A, B & C. Exhibit A is a document that was prepared before February 
17, 1998 and contains an introduction to the subject matter of the claimed invention as well 
as a description of the invention, which at that time was referred to under the acronym 

AS AM (Automatic Service Attitude Measurement). Exhibit B is a system architecture 
diagram regarding the claimed invention that was prepared before February 17, 1998. This 
diagram shows the basic architecture for implementing the invention. Exhibit C, is a 
redacted presentation given by Robert Stuart to die president of Volt Delta Corp. in May of 

1997. The purpose of this presentation was to seek a corporate partnership for reducing the 
invention to practice; it was not an offer for sale of the invention. The invention is referred 
to in the exhibits under its acronyms AS AM and ISAM, which stands for Individual Service 
Attitude Measurement. 

3. From at least as early as May 1997 meeting with Volt Delta Corp., the 
inventors, who were doing business as USADA, Inc., sought a corporate partnership to 
enable the invention to be reduced to practice. 

4. In a diligent effort to have the invention reduced to practiced. The inventors 
engaged in negotiations with Volt Delta Corp. regarding a possible business relationship to 
reduce the invention to practice from at least as early as the May 1997 meeting until 
negotiations broke down in February of 1999. These continuous and regular efforts are 
evidenced by correspondence between Robert Stuart and Volt Delta (Exhibits D and E), 
letters between Volt Delta and the inventors' attorneys, Lewis and Kappas, as shown in 
Exhibits F, G, H, J and K; and meeting agenda between inventors in Volt Delta in April 

1998, Exhibit 1. 

5. After attempts to form a business relationship with Volt Delta Corp. to 
reduce the invention to practice finally failed in February 1999, the inventors diligently 
turned to constructively reducing the invention to practice. This is evidenced by an initial 
rough draft business plan dated February 12, 1999 in which USADA Inc. indicates its first 
strategic step is to obtain patent protection for the present invention. See Exhibit L. 

/ 6. In March of 1999, that business plan was formalized as shown in Exhibit M. 



\ 



7. At about the same time, co-inventor Scott Stuart began preparing a pro-se 
patent application for the subject invention. A draft of that invention description was 
delivered via e-mail to co-inventor Robert Stuart on Monday, April 5, 1999 as shown in 
Exhibit N. 

8. Shortly thereafter, patent attorney Michael McNeil was hired to assist editing 
the draft application prepared by Scott Stuart into better form for filing, mcluding 
preparation of claims in a proper form. This is evidenced by the e-miuls identified as 
Exhibits O and P. 

9. After several rounds of editing, the application was sent out to die co- 
inventors for signature on July 8, 1999 as evidenced by Exhibits Q and R. 

10. After receiving the executed signature papers, McNeil filed the patent 
application via Express Mail in the United States Patentjmd Trademark Office on August 2, 



1 1 . From a date previous to February 17, 1998, the invpntors never abandoned, 
postponed or otherwise delayed efforts to reduce die invention to practice until the 
application was filed in August of 1999. 

12. The attached Exhibit S entided ISAM documentation - Due Diligence is a 
Table listing activities performed by the inventors and/or agents of the inventors in an effort 
to diligentiy pursue an actual reduction to practice of die invention. 

13. The activities hsted in the Table are sub-divided into different categories with 
the items marked "technical design" being directiy related to an actual reduction to practice. 
All other categories, including strategic planning, market research, legal and meetings all 
supported the technical design effort and were done to overcome the other obstacles 
associated with achieving an actual reduction to practice. 

14. Supporting documentation for several of die identified activities are also 
attached as per the designations in die table. 

15. We hereby declare that all statements made herein of our own knowledge are 
true and that all statements made on information and belief are believed to be true; and 
further diat tiiese statements are made with die knowledge diat willfiil false statements and 
die like so made are punishable by fine or imprisonment or both, under §1001 of Tide 18 of 
die United States Code and diat such willful false statements may jeopardize die validity of 
die application or any patent issued diereon. 




Robert 0. Stuart Date Scott Stuart Date 




^ TN THTONTTED STATES PATENT AND TRADEMARK OFFICE 

IN RE*]^[$aS^<TINUATION APPLICATION OF. 

Stuart GrprArt. Unit: 2645 

Application No: Examiner: S. P. Sing 

Filing Date: January 7, 2005 Date: January 13, 2005 

SYSTEM AND METHOD FOR PROVIDING 
A SERVICE TO A CUSTOMER VIA A 

COMMUNICATION LINK Atty. Dkt. No: STUART-ISAM. 1 

DECLARATION UNDER 37 CFR 1.132 

1 . I, O. L. HOtt-MftiftCK am a United States Citizen residing at 

2 . I have reviewed and understand the claims listed in the attached appendix and 
currently pending in the above identified patent application. 

3 . The subject matter defined by claims 1-15, was confidentially disclosed to me by 
Robert O. Stuart before February 17, 1998. 

4 . The confidential disclosure of the invention defined by claims 1-15 was sufficienfly 
clear that one with ordinary skiU in the art to which the technology relates would 
have been able to reduce it to practice without the exercise of extensive 
experimentation or the exercise of inventive skill. 

5 . I hereby declare that all statements made hereui of my own knowledge are true and 
that all statements made on information and belief are believed to be true; and 
further that these statements are made with the knowledge that willftil false 
statements and the like so made are punishable by fine or imprisonment or both, 
under § 1001 of Title 18 of the United States Code and that such wiUful false 
statements may jeopardize the validity of the application or any patent issued 
thereon. 

Signature Date 



Printed Name 
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APPENDIX 
DECLARATION UNDER 37 CFR 1.132 



1 . A method of obtaining customer feedback comprising the steps of: 
establishing a communication link at least partially via a telecommunications server 

with at least one of a plurality of live agents of a service provider that originates from a customer; 

providing a service at least in part by the live agent to the customer at least in part 
via said communication link; 

requesting the customer to provide feedback data before said communication link is 

terminated; 

if the customer provides feedback data, then associating said feedback data with 
telecommunications server data that includes an identity of the live agent. 

2 . The method of claim 1 further comprising a step of storing said 
telecommunications server data in association with said feedback data. 

3 . The method of claim 2 wherein said establishing step and said providing 
step are performed with a plurality of different customers; and 

said requesting step is performed on a intermittent basis. 

4 . The method of claim 3 wherein said providing step includes a step of 
providing said customer with information relating to a third party identified by the customer. 

5 . The method of claim 4 wherein said providing step includes an exchange of 
information between said customer and said live agent of said service provider. 

6 . The method of claim 5 further comprising the steps of: 

analyzing a plurality of stored telecommunications server data and feedback data 
according to a specified criteria; and 

reporting a result of said analyzing step. 

7 . The method of claim 1 further comprising a step of 
recognizing feedback data originating in at least one of a keyed format and a voice format. 



8 . A system for obtaining customer feedback comprising: 



a communication link between a customer and at least one of a plurality of live 
agents of a service provider that originates from said customer and includes a telecommunications 
server; 

a service provided to said customer at least in part by the live agent at least in part 
via said communication link; 

a request to said customer to provide feedback data before said communication link 
is terminated; and 

an association of provided feedback data widi telecommunications server data that 
includes an identity of the hve agent. 

9 . The system of claim 8 further comprising a data storage device operably 
coupled to said conununication link. 

1 0. The system of claim 9 wherein said data storage device includes means for 
storing said telecommunications server data in association with said provided feedback data. 

1 1 . The system of claim 10 wherein said service provider provides services to a 
plurality of different customers; and 

said request is made on an intermittent sampling basis. 

12. The system of claim 1 1 wherein said service includes a provision of 
information to said customer relating to a third party identified by the customer. 

13. The system of claim 12 wherein said service includes an exchange of 
information between said customer and said live agent of said service provider. 

14. ^ The system of claim 13 further comprising an analysis of a plurality of 
stored telecommunications server data and feedback data according to a specified criteria; and 

a report that includes a result of said analysis. 

1 5 . The system of claim 8 further comprising a data recognition device operably 
coupled to said communication link, and being capable of recognizing feedback data originating in 
at least one of a keyed format and a voice format. 
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DECLARATION UNDER 37 CFR 1.132 



am a United States Citizen residing at 



2 . I have reviewed and understand the claims listed in the attached appendix and 
currently pending in the above identified patent application. 

3 . The subject matter defined by claims 1-15, was confidentially disclosed to me by 
Robert O. Stuart before February 17, 1998. 

4. The confidential disclosure of the invention defined by claims 1-15 was sufficiently 
clear that one with ordinary skill in the art to which the technology relates would 
have been able to reduce it to practice without the exercise of extensive 
experimentation or the exercise of inventive skill. 

5 . I hereby declare that all statements made herein of my own knowledge are true and 
that all statements made on information and belief are believed to be true; and 
further that these statements are made with the knowledge that willful false 
statements and the like so made are punishable by fine or imprisonment or both, 
under §1001 of Title 18 of the United States Code and that such willful false 
statements may jeopardize the validity of the application or any patent issued 
thereon. 
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APPENDIX 
DECLARATION UNDER 37 CFR 1.132 

1 . A method of obtaining customer feedback comprising the steps of: 
establishing a communication link at least partially via a telecommunications server 

with at least one of a plurality of hve agents of a service provider that originates from a customer; 

providing a service at least in part by the live agent to the customer at least in part 
via said communication link; 

requesting the customer to provide feedback data before said communication link is 

terminated; 

if the customer provides feedback data, then associating said feedback data with 
telecommunications server data that includes an identity of the live agent. 

2 . The method of claim 1 further comprising a step of storing said 
telecommunications server data in association with said feedback data. 

3 . The method of claim 2 wherein said establishing step and said providing 
step are performed with a plurality of different customers; and 

said requesting step is performed on a intermittent basis. 

4. The method of claim 3 wherein said providing step includes a step of 
providing said customer with information relating to a third party identified by the customer. 

5 . The method of claim 4 wherein said providing step includes an exchange of 
information between said customer and said live agent of said service provider. 

6. The method of claim 5 further comprising the steps of: 

analyzing a plurality of stored telecommunications server data and feedback data 
according to a specified criteria; and 

reporting a result of said analyzing step. 

7 . The method of claim 1 further comprising a step of 
recognizing feedback data originating in at least one of a keyed format and a voice format. 



8 . A system for obtaining customer feedback comprising: 



a communication link between a customer and at least one of a plurality of live 
agents of a service provider that originates from said customer and includes a telecommunications 
server; 

a service provided to said customer at least in part by the live agent at least in part 
via said communication link; 

a request to said customer to provide feedback data before said communication link 
is terminated; and 

an association of provided feedback data with telecommunications server data that 
includes an identity of the live agent. 

9 . The system of claim 8 further comprising a data storage device operably 
coupled to said communication link. 

10. The system of claim 9 wherein said data storage device includes means for 
storing said telecommunications server data in association with said provided feedback data. 

1 1 . The system of claim 10 wherein said service provider provides services to a 
plurality of different customers; and 

said request is made on an intermittent sampUng basis. 

12. The system of claim 1 1 wherein said service includes a provision of 
information to said customer relating to a third party identified by the customer. 

13. The system of claim 12 wherein said service includes an exchange of 
information between said customer and said live agent of said service provider. 

14. The system of claim 13 further comprising an analysis of a plurality of 
stored telecommunications server data and feedback data according to a specified criteria; and 

a report that includes a result of said analysis. 

1 5 . The system of claim 8 further comprising a data recognition device operably 
coupled to said conmiunication link, and being capable of recognizing feedback data originating in 
at least one of a keyed format and a voice format. 
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AUTHENTICATING DECLARATION OF INVENTOR UNDER 37 CFR §1.132 



2. 



3. 



I, Robert O. Stuart, am a co-inventor of the subject matter claimed in the above 
captioned patent application. 

Attached hereto are a biography of Donald Homback and a resume for Charles 
Holder which demonstrate that both have at least ordinary skill in the art with regard 
to the subject matter of the above captioned pending patent application. 

The biography and resume demonstrate that both individuals are more than qualified 
to make the statements in their respective side declarations verifying that the subject 
matter defined by the currently pending claims 1-15, was confidentially disclosed to 
them before February 17, 1998. 

I hereby declare that all statements made herein of my own knowledge are true and 
that all statements made on information and belief are believed to be true; and 
further that these statements are made with the knowledge that willful false 
statements and the like so made are punishable by fine or^ imprisonment or both, 
under §1001 of Title 18 of the United States Code and that such willful false 
statements may jeopardize the validity of the application or any patent issued 
thereon. 
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Charles £• Holder 

9501 North Pennsylvania Street 
Indianapolis, Indiana 46240 
317-848-0116 Home 
317-491-3329 Cellular 
E-Mail: Charles.holder@thomson.net 

Professional History 
1986 to Present Thomson Multimedia (formerly RCA/GE) 

Positions Held 

2004 to Present (2 Positions) 

Americas Infrastructure Manager Reporting to Americas Infrastructure 

Director 

Responsibilities: Americas Disaster Recover, Task Force team member for Joint 
Venture with TCL Electronics, Global IT MeasurementsA^ench marking 
and special projects. 

Information Technology Account Manager, Consumer Products Americas 

Strategic Business Units 

Responsibilities: Liaison between TTE, BAPs, Atlinks and CP M&S Senior Business 
Managers and the Information Systems Organization. Includes managing Americas 
budget, setting strategic priorities, reviewing projects and developing 5-year road maps. 

2003 to 2004 

Project Manager, Corporate Telecommunications (Temporary Assignment) 
Responsibilities: Managing outsourcing of 185 Thomson global locations to France 
Telecom. Former project manager being called up to active military duty in Iraq 
necessitated this 6 to 9 month temporary assignment. Project includes conducting 
inventories; determine net book value of assets, overseeing transitional billing, transfer of 
responsibilities and developing benchmark measurements. This assignment was located 
in Southern California 

2000 to 2003 

Information Technology Account Manager, Consumer Products Americas 

Strategic Business Units 

Responsibilities: Liaison between Senior Business Managers and the Information 
Systems Organization. Includes managing $80M Americas budget, setting strategic 
priorities, reviewing projects and developing 5-year road maps. 

1998 to 2000 

Manager, EDI (Electronic Data Interface) and VMI (Vendor Managed 
Interface) 

Responsibilities: 

o Managed Thomson's Americas EDI Operations 

o Negotiated the contract and managed the Technical Out-sourcing of Thomson's EDI 
translators and Value Added Network. This included the conversion and migration of 
400+ existing Trading Partners. 



o Developed, plan and initiated an aggressive program to trade electronically with 120 key. 

Asian and Pacific Rim Suppliers, 
o Developed and Managed a VMI Imitative for 3 major Customers, 
o Task Force Member tasked with developing a Corporate Road Map for EDI and 

Electronic Commerce World Wide, 
o Reduced backlog of 100 requests to service and created a service level of 30 days to 

respond to new requests, 
o Managed the development of an Extranet Site that creates 26-week forecasts for 

Thomson's 56 largest customers ($4.2B annual revenue/ Received prestigious North 

America Award from GE for creating this tool (See Professional Awards). 

1997 to 1998 

Project Manager, Infrastructure Supply Chain Management 
Responsibilities: 

o 12-month assignment to Design, plan and Implement a Supply Chain Management 
Practice. 

o Part of Project team that selected 12 Technologies Demand Planner, Supply Chain 

Planner, Advanced Allocation to Promise and Factory Planner Modules, 
o Managed the creation of an architecture strategy that utilized IBM RS6000. 



1995 to 1997 

Project Manager, Telecommunications Special Strategic Projects 
Responsibilities: 

o Planned, managed and relocated Worlds largest Television plant from Bloomington, 

Indiana to Juarez, Mexico. This included the layout and design of all IT and Security 

facilities in the 700,000 square foot location, 
o Planned, managed and developed a Mexico Support Center. This site provides Financial, 

Quality, Design, Plant Engineering, Administrative functions and IT support to 7 Mexico 

plants. 

o Planned, managed and relocated Thomson's Product Rebuild Plant, 
o Planned, Designed and Consolidated 3 Warehouse into a 1 M Square foot Campus in El 
Paso, Texas. 

o Built trans-border high-speed data, voice and video network utilizing Harris Micro- 
waves, 3Com backbone and Northern Telecom Pbx's. 

1990 to 1995 

Project Manager, Voice Communication Americas 
Responsibilities: 

o Voice Communications for 26 manufacturing plants, 21 sales offices, 7 warehouses and 
North American Head Quarters. Facilities were located in Brazil, Argentina, Mexico, 
Canada and the United States. 

Major Accomplishments: 

o Developed Disaster Recovery Plan and Operational Procedures for North America Sales 

and Television Manufacturing Operations, 
o Negotiated maintenance contracts with hardware vendors resulting in $85k annual 

savings. 

o Reduced staff by 33% to achieve operational and financial efficiencies, 
o Developed RFP for Virtual Private Network. Then Project Manager for the 

Implementation of Voice, Data and Video network. Contract for 5 years valued at $40M 

and resulted in 20 Annual savings. 



o Managed relocation of Thomson Credit and Collection organization from Atlanta, 

Georgia to Indianapolis, 
o Managed relocation of Thomson Customer Service and Direct Sales Organizations to 

Indianapolis. 

o Developed RFP to build Call Center utilizing Lucent Technology. 

o Upgraded PBX's at Deptford, NJ; Lenexa, KS; Toronto, Canada; Washington, DC; 

Torreon, Mexico; Vancouver, BC; Syracuse, NY, Ft. Lee, NJ; Atlanta Sales Office; 

Dallas, TX and San Francisco, CA. 

1985 to 1990 

Manager, Indiana Operations Network Services/GE Information Technology 
Responsibilities: 

o Managed 12 Direct Reports supporting RCA Consumer Electronics, RCA Records, RCA 
Picture Tube and RCA Global Communication Business with Voice, data and telephone 
operators. 

o Member of GE Task Force to integrate telecommunications following GE acquisition of 
RCA. 

o Member of Task Force recommending Voice Messaging for GE. 
o Managed technological upgrade of 1200 data terminal, printers and peripheral devices at 
Corporate Office. 

AT&T Communications 

1984 to 1986 

Staff Assistant, Indiana, Ohio and Michigan Operator Services 
Responsibilities: 

o Managing $1 .4 Telecommunications Budget for 1 5 facilities, 
o Responsible for $250k Annual Furniture Budget. 

o Chairman of Great Lakes Region Task Force aimed at reducing Operating Expenses, 
o Coordinated the closing of Gary, Indiana; Bedford, Indiana and Columbus, Ohio 
facilities. 

o Coordinated the expansion of Indianapolis, Indiana; Bloomington, Indiana and 

Cleveland, Ohio Operator Services locations, 
o Temporary assignment interfacing Regional Bell Companies to adjust transfer of assets 

as a result of Divestiture. 

Prior Work History Available Upon Request 

Education: 

Indiana University Associates of Arts 1989 GPA 3JS 
Indiana University Bachelor of Arts 1994 GPA 3.14 

Professional Awards: 

o 1999 GE Information Services Excellence Award for North America, the award was given for the 
design and implementation of an innovative Supply Chain Management Extranet Forecasting Site. 

o 1990 Nominee for Telecommunications Professional of the Year, Indiana Telecommunications 
Users Association. 

Outside Activities: 

o Former Elected Member of Beech Grove, Indiana City Council 

o Former Member of Marion County (Indianapolis) Election Board (2 terms) 

o Former Member Marion County (Indianapolis) Zoning Appeals Board 



ASAM 



Today ' 

Until the mid 70' s, the Bell System relied primarily on 
internal measurraents derived from service observing to determine 
the accuracy and courtesy of toll and directory assistance 
operators, business office service repersentatives , network 
repair clerks, etc. The system utilized random monitoring of 
customer contacts by special operators from remote locations. 
Approximately 300 customer contacts per month were observed 
for each unit or office. Errors or irregularities observed 
were calculated as service indices and summarized from office 
to Bell System levels. 

The system was a relative success in measuring technical 
aspects of the various jobs but was unable to measure the quality 
aspects of service from the customers perspective. Also increasing 
employee concerns of "monitoring" led to both union and legisla- 
tive pressure to restrict or prohibit ser^rice observing*. 

Telephone Service Attitude Measurment (TELSAiM) based on 
telephone interviev/s with customers was introduced to supplement 
internal measurmients . Outside market research firms conducted 
^ the calls and summarized customer opinion as to percent satisfied, 

e:icel lent and poor. 

TELSA24 provided some needed input from the customer to 
management but inherent problems prevented the system from being 
effective,- For exaimple, directory assistance and long distance, 
operators work in lax-ge team configurations with three or more 
offices serving large NPA or state wide areas. Customer evaluations 
could be made for the complex but individual office or unit per- 
formance could not be determined. Results were never timely due 
to the lengthy process and the small sample size. In addition;, 
the interview process was costly with each interview costing 
apprc-ximately $4. 

Bell System divestiture has caused significant problen.'s. 
TELSAM results were always 'suspect^ due to customer confasion 
between toll and directory assistance. This problem is ccmpoundeG 
with BCC*3 and AT^T both now having competing operators. 

TSLSAi!! samples were derived from customers that had recently 
used the ser^/ice being evainated. The source wa:: billing tapes 

. hut the only information was a telephone number. The problem is 
that many people may utili23d tho same telephone. Another major 
problem is that for toll operators, there is not a telephone 
number to call the customer. Po}: e:campie, calls originating from 
coin telephones or hotel/motol vere nev.-^r sampled by TELSAM. This 

^ traffic is over 50?i Oj! .the total volume. 




Proposed 



Automatic Service Attitude Measurment (ASAM) would utilize 
a digitized announcement and customer response/input system to 
measure customer opinion of operator courtesy, tone on" service , 
accxiracy and speed or promptness of ser»/ice/ The digitized 
announcement device coupled with a customer response recording 
system would be attached to directory assistance and toll operator 
access trunks- This connecting could be made at the distributing 
frames, the automatic call distributing (ACD) switch or the audio 
response unit (AHU) circuits. 

The ASAM equipment would be programed to sample every Nth 
call. ^ The unit could request a customer response for a single 
question or mialtiple questions • An ASAM feature would include 
a provision for customer comments for later management review, 
ASAM would siimmarize customer evaluations by numericaly keyed 
responses or by speech recognition. A screening circuit could 
allow samples of specific services such .as international calls. 
A clock/calendar circuit would also permit service evaluations 
by business/evening classifications. Identification of inccmina 
AT&T, MCI, or Sprint trunks would permit evaluation of service 
by carrier. A variable Nth sample size would make it possible 
to derive daily statistically valid service evaluations if de- 
sirsd^ The ASAI4 real time on-line system would assure that the 
evaluation was in fact from a customer utilizing the service from 
that particular unit or office. The potential exists to measure 
the customers evaluation of an individual operator by utilizing 
a position or operacor identi eication circuit. 



3. ISAM nndividuai Ser/icg Attitude Measurements 



Tne final basic component in the USACA system is ISAM. The first two legs of tne system 
(CAPS and SDHFA) are designed to improve system and individual wofi<er productivity. These 
two components interact to re-inforce the productivity improvements that can be attained whei 




a firm purchases the USADA productivity system. However, CAPS and SOHFA are internally 
focused. While more effective labor utilization should lead to increased customer sen/ice and 
satisfaction, these benefits are implicit outcomes of the system. ISAM enables a firm to directly 
tie intemal and external measurements within a single software and hardware framework. 
ISAM evaluates individual operator performance with service and satisfaction in a valid and 
reliable manner. Specifically, current measurement systems for customer satisfaction with call 
center operators suffer from low validity and reliability. 

Current practices measure customer satisfaction by assessing global or overall satisfaction 
held by a customer with the entire service and the company in general. This lowers validity, 
since as we all know, customers buiid their views of a company's sen/ice as a result of their 
interaction with a particular operator for a specific type of call. Thus, a tnjly valid measuring 
system that examined customer service in a call center would link a oistomer, their 
operator and a specific transaction. Current systems cannot do this, but ISAM does. 
In addition, current systems suffer from reduced reliaciiity since customers are asked to 
retrcspectiveiy evaluate the quality of ser/ice received during a call, often days, even weeks 
after their actual encounter with a call center. 

ISAM assesses customer satisfaction on a real-time basis, therefore, it is not necessary to 
force customers to rely on their memory or to introduce into the measurement process many of 
the sources of ennorthat can occur when customers are asked to assess distarrt, prior 
activities. 

ISAM is a measurement software to assess customer satisfaction and service quality levels 
for call center attendants and for call centers. When ISAM is coupled with SDHFA, then 
a finn can automatically conduct assessments of ser/ice quality and customer satisfaction 
while SDHFA is adjusting intemal sen/ice levels. Since eadi set of measures is produced in 
real time, managers can monitor and learn immediately from their staffing, scheduling and 
occupancy decisions using SOHFA white keeping an eye on customer evaluations of customer 
ser/ice and ser/ice quality. Quite simply, it allows call center managers tcradminister their 
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VOLTDELTA 



June 2, 1997 



Mr. Robert O. Stuart VIA FAX: 317-633-5737 

Preaideat 

USADA, lac. 



Dear Bob, 




Regards, 



IFD:bad 
USADA-dcc 




July 17, 1997 



Mr. Ralph Rotfachild 
Volt Delta Resources, Inc, 
1221 Avenue of the Americas 
NewYork, New York 10020 

Dear Ralph, 




ISAM are product that can be sold as added features to telecoiiiniuiiicatiou 
technology. As such, these products directly impro ve the performance of any telecommunication 



mdmdual openior perfonnance to custom^SH^f!!^'^'' ^P«rfo^lmcesyst^T!?ti? 
m every industry is increasingly willing to k^^^* t LhL?-'"'^" management 
service and service quality. However. wSile mZ^^f^-^^^ ^ improve^cmer 
service tools, managers expect that such tools bT^uSml^^^ '° "'^^ ^ ^^o^^er 
cotter products. USADA has cr^^J'^"^ "^ff the shelf or cookie- 

customer satisaction and this fi^ewo^TS^f J^^' "^^^ perfonnance to 
any mdustry. Thus, ISAiM ^^^^r^^ J of management in 

technology to individual pSlSl t^.^: linkin g network 

P«™^ tool that is & more valu2,Ie to ^ Powerful 

than a grozm of isolated and indep^e^Tooif™ ^"^"^ ^ ' ^^^^^ ^ -rher 




cost savings realized from ISAM 



to develop what ii believes are eompeanve ad^^a^b^^^^S^jf J° "i'"^ 
mttrea m a siraregio affiance k set wiAk the same tim^ fe^e ""^ 

We wfll foUow-.p wxth a telephone caH h the oen few days to scj a-date for meeting. 

Sincerely, 




Bob Stuan 



Phiup S. KaPPEST 
OAVtD WQJCSR GRAT 
iQH^i F. VtCT:, JR. 

Gary p. Psicr 

STHVC* U TUCHMAWT 

Thomas R. Rues 

aRETT MILLER" 

TODO A, Richardson- 

ScTTi/. DCOO 

Pamela Ji. Sherwood 

Brian a. Stat: 

Donna Hsissr DuHtsrr** 

'.■tixo aomaca in (Uinotx 
'"".-tlw zcasaicd in Miaujan <k iOittuei:^ 



Lewis &KAPPES 

PROFEsacNAU Corporation 

ATTQRNETS AT Law 

1700 One .a.v<ericvn square 
Bac 32033 
INCIANAPQUS, tNOUNA 46:32-0003 
(317) 639-1210 

TcLSCOPTERS 
a 17) 639-1832 
(317) 039-4^73 



August 22, 1SS7 



Of CcuNsa. 

Sa.v<U£L a. Fuu^. 

L^SIJS Duvau. 
Richard ?. SATzsTr. Ir. 
aamnrttx tn Fhtnaa 

TED. 3. UV/TS 



P9^sc^a^ and ConTldentiaf 

Raich r, Rcthschiid 

Vies rresicent Business Alfairs 

Vcit Delta Corp. 

1221 Avenue cf t^e Americas 

New York, New York 10020 



Dear Raich: 



Sincereiy, 



L5/VIS i .KA.FFE3 




Enclcsure 

cc: Richard Macjuka (w/encis.) 
Rccerr 0, Stuart (w/ends.) 



m 



Piojp 1 KArroir 
Oavo WbxaQur 

^iTSVOf la TtOMAIft 

ThOMAiLEEDCi 

COtUMSCrNBAt. 

8xcrTl« Musxr 
RiQUxsT.TSarrer- 
Ttuso A. Ricmngw" 
BsttbJ. Oqqo 

pAMflua.: 

BnAKAkSTAS 

*^liso irr r f' " **/ in HUnois 
^Aiso fsdosxtoi in Ohio «fi fCouudcy 
*^,itso admxud in ltdo ut t otu st s t j 



Lewis & Kappes 

ITQQ QhS AMEIUCVti SCUAA£ 

tNOUNAPOUS, INOIAWA 4da:-0003 
(317) fi39-i;i0 

TPT^mPtERS 
(317) dj^^ac 
(317) <G9-ia73 



Septembers, 1SS7 



Of Counsel 
Samuel A. Fullsi- 
Kevin w. Docan 
leslie duvau. 

TcD. 3. LiWis 
(1919.1991) 



WdiSue 

E-Msii Addzcs 
QfgcagLjwq-fCapn rrm 



Personai and Confidential 

Ralph F. Rcthschiid 

ViC3 President Business Affairs 

Volt Delta Carp. 

1221 Avenue of the Americas 

New Ycrlc, New York 10020 



Dear Ralph: 



GFF:3eni 
Encicsura 

C^sefnv^at3iij3mn3ffi.4{t 



Sincareiy, 
LEvVlS &J(AFP^ 




Gan 





PHILIPS. KaPPEST 
'^DaVTO WELSERGRAr 
'jOHN F. WtCCS. JR. 

Gary p. Prict 

STEVEN L TCCJMAWr 
TH0MA2 R. RUCa 
C- DUA*^ O'NEU. 
aRETT J. MIU£R- 
TCDO RICURESON- 
BETTSJ. DCOD 

pknR S. Fss^a 

P.\MEI-\ a. SHERWOOD 

Erun a. Stat: 

DCNNA HESSR DuaiSC?-"- 

* 4^X0 (sdnnsied in nSitots 
'*.ilso aamxud in Massacaisea 



Lewis &KAPPES 

PROFESaONAL CORPORATTOH 

ATTORNETS AT LW 
1700 One AMERICViN SqUARE 
BOX 31053 
INOUNAPOUS, INDIANA 46232-0003 
QiJ) 639-lZIO 



TrT-mPOS 
PIT) 639-tSC 
a 17) 639-4373 



OctcberZ, 19S7 



OF Counsel 
Samuel a. Fullsr- 

KEVIN W. DOCAN 
LESUEDuvau. 
RiCtARD P. BaTESCY. Jr, 
*itso aojmiud m Floniia 

TED, B. Lewis 

(1919-1991) 



Wea Site 
Htia://www. Lswis-iCapcs. cam 

£-Mail Addrns 
0 fficsjfiLiWtt-Kajpes. cam 



Via United Parcai Ovemicht DeHver/ 



Raich F. Rcthschiid 

Vice President Business Aifeirs 

Vcit Delta Con:. 

1221 Avenue of the Americas 

New Yof<, New Y.oric 10020 



Confidential/Dated Materfai 



Ccnfjdentisl/Dated msteriaJ 

Dear Ralph: 




Bob wants ta partner with VDR. 



^ Ralph Rothschild 
October 2, 1997 
Page 2 



Sincareiy, 
LEWIS & KAFF53 




Encicsurs 

prae^ffqpp\a^3r^^^o^ns^TtI^. ftt 



PATHWAY TECHNOLOGIES INCORPORATED 

htto-7A»ww.Dathwav.eam mailto:oathwavrapathwav.eom 



USADA/PATHWAY/VDR MEETING • 4/2/SB TO 4/3/98 RELATE D TO VDR'S 
DECJSION SUPPO^T^^CSTgVf (DSS) PROJECT' 



ii X f 




n 



USADA/Pathw^Y ^°-"7t 




3. ISAM 



ft 



PHIUPS, FCkPP€ST 

David weucer Gray 
John F. wicces. Jr. 
Gary p. PRIC2T 
STEVEN U TUCHMA»MT 
THC3MAS R. Rues 
VL KENT NEWTQN-n 
C DUANE0*NE.\L 

Brett J. miller- 

TODO A, RICIAROSON- 
BETTEJ. DODO 
PETERS, FRENCi 

Brian a. Statt 
John a. Broyles 
iViECAN J. K:cht 

CnUSTOPHEa C £\AL£r 

jenntferS, Wheeler 
stephanie j. sciankzrman 



Lewis &KAPPES 

Professional Corporation 
Attornhts at Law 

1700 One AMERICAN SQUARE 
BOX 32053 
INOIANAPOUS. tNOtANA 46232^0003 
aiT) 63^1210 



Telecopiers 

Oil) 63Ma2 
017) 639-1873 



February 1, 1999 



Of Counsel 
Samuel A. Fullsr- 
Lesueduvall 

LORl Kr^ S-^ORIS 
'.41x0 aamaxed in f^onea 

TED. a. Lewis 

(1919-1991) 



TRciftstered Memaan 
HnBiZ/w^*"". Lcwts>K^npes.^sni 



E-Moil .Address 
GPhmS Lr«$-<CiDpcs.csin 



*AJso aamxud in flUmis 
**Mso aamaed in Maszacmseas 
*^Msa ttdaaxud in Disma cf Cjiuamia 



PERSONAL AND CONHDENTIAL 
VTA UPS NW T DAY AIR 

Joseph F. DLAjigeio 
VOLTDELTA ' 
1221 Avenue of the Americas 
New York, New York 10020 



Dear Joe: 



Joseph F. DiAngelo 
Fefaniaiy I, 1999 
Page 2 




Sincsrsiy, 



LEWIS & KAPPES 



G?P:=idl 




cc: Robert 0. Stuan 
USADA, Inc. 

?:'.G?P>STT;Aia'\<liange'oltrJoc 



A 



VOLTDELTA 



February 4, 1999 



RECEIVED 

FEB 1 0 1999 

LEWIS & \APP£S, PC 



Mr. Gary P. Price, Esq. 
Lewis & Kappes 
1700 One American Square 
Box 82053 

Indianapolis, Indiana "46222-0003 
Dear Gary, 




Regards, 




J. F. DiAngeio 
President 



JFD:bad 



EXHIBIT I 

K I 



C/3 
> 



o 



BUSINESS PLAN 

t 

I 

March 1999 

Roberto. Stuart 
President 



8445 KEYSTONE CROSSING, SUITE IB-* 




12-lUTO 



FAX {217) 612-1(103 



From: BHPaint@aol.com <8HPaint@aol.com> 
To: annettem@iquest.net <annettem@iquestnet> 
Date: Monday, April 05, 1 999 1 1 :32 AM 
Subjecfc ISAM draft 



Hey guys 

Here it is. The claims are not fully drafted in this version. I need to 
wait to see if any major changes occur in the text of the document 




Page 1 of I 



Annette Miller 

^ _ 

From: <aHPaint@aoi.com> 

To: <rstuart©usada.net> 

Cc: <amiller@usada.net> 

Sent: Tuesday, June 08, 1999 9:35 AM 

Attach: isamcH.dGC 

Subject ISAM update 

I fbrgct to send this to you yesterday. Tnis is a note concerning the ISAM 
daims that I drafted for Mike. Thought you might like to keep up to date on 




Page I of 17 



Annette Miller 



From: Michael McNeil <mmcneil@iquest.net> 

To: <8HPaint@aol.com> 

Sent: Thursday, June 10,1 999 1 :1 8 PM 

Attach: isam3.txt 

Subject: ISAM revision 

Scott, 

attached is another revision to the ISAIVI patent application. 



Flease call to discuss after you review the revision and my comments. 
Tnanks 
Mii<e 



{\rtf^\mac \deff4\deflang1033{\fontttiAf4\fnil\fcharset77\fprq2 Times New Roman;}{\f1 1 
\fnil\fcharset77\fprq2 Courier New;}}{\coiortbl;\redO\greenO\blueO;\redO\greenO 
\blue255;\red0\green2Q4\biue255;\red0\Qreen221\blue0;\red255\green0\blue255;\red255 
\green0\blue0;\red255\green255\blue0;\red255\green255\biue255;\red0\green0 
\blue1 36;\redQ\green1 53\blue1 53;\re dO\green119\blueQ:\r ed2Q4\greenQ\blue2Q4;\red13e 
\greenO\blueO;\red 1 53\green 1 53\blu#'"^5J55J^"^lue 1 1 9 ;\red 1 87\green 1 37 
\blue137;}{\stylesheet{\widctlpar \f4 1. =^nlBlT Iq Default Paragraph 

Font;}{\s1 5\widctlpar \f1 1\f32Q \sbasl| O fcxt;}{\s 1 6\widctlpartqc\tx4320 



iJEii, McNeil & harper 



An .^iscclation ai Attorneys at Liw 
Katharine C UeU c^uth \(adison Screst 

J:"*^'^^^;,^;?''^^''^"' Pet Office OCX 2417 '^'-^ -----^ 

leresa D. harper ra-x (312) 333-3173 



Bloomiagton. Indiana ;r7-i02-241 



Mr. Scctt P. Stuarr 
771 Catiiierine St. SW 
Atlanta, GA 30310 

Re: IS-AM Sicnatura Papers 




Dear Scott: 



COPY 



W'itJa regard to ISAM, enclosed are an Inventorship Declarauicn 
and a Small Enuity Declarauicn . Please review these docunients 
carefully, bu- do ncc sign unzil after the applicacion has been 
ediced zo its final forzi fcr filing. If che documents appear zo 
be in order and the application is ready for filing, please sign, 
date and return the Declaranions to me at your eariies- 
convenience . * An idenuical set of these docunienns was forwarded zz 
yciir father under separate cover. After the signanure papers from 
bcTih you and your father are received, we will E:cpress Mail the - 
par.enu application to the Patent and Trademarx Office. 



Stuarc / 
7/8/99 
Page 2 



fCjtharine C Liell 
Michael 3. iV(cVeU' 
Teresa D. Korper 



LIELL, McNEIL & HARPER 

An Aisocadon of Attorneys at Law 
511 South Madison Street 
Pest Qtnce Bo.x 2417 
Bloominjton. [ndiana 47402-2417 



(312) 2Z2-z3z5 
rax (312) 333-3173 



8 July 1999 



COPY 



Mr. Robert 0. Smarx 
5951 C^elback Court 

Indianapolis, EN" 46250 ' • 

Re: Patent Application Signanire Papers 
Invention: ISAM 

Dear Bob: 

for "^'^ Inventor Declaration and a Small Entitv Declaration 

for use with regard the new patent appHcation on your and Scott's ISA.M 
mvenaon. Please read over these documents corefullv, but do not 
nntil alter you have reviewed and approved the ISA.M aDt^iication for* 
J'^i rhi^ r ^^^^^^^^ ocher-^-ise appear to be in order.' please sisn and 
reoL-n them to me at your earliest convenience. Udou receipt, from you 

^^^^^-^<"^^ 

d-if- l"Kiv?T™"^°= '^^ ^' forwarding to you m= final 

oleaia do no H ' Applicarion for yo«r review. In che ™andme, 

ns or comments. 




Very Truly Yours, 




.VOchael B. McNeil 



MBM:dlo 



EXHIBIT I 

Ps I 




ISAM DOCUMENTATION - DUE DILIGENCE 



UM 1 C 












12/0 1/9/ 


Technical Design 


Review of ISAM technical drawing with A. McLeilan 


01/01/9O 


Strategic Planning 


ISAM Brain' Map - this was my technique for developing all major and 
supporting acavities from ISAM's initial concept to market implementation, 
1 ne loMwi Oram map is a living aocument with many adds, changes and 
revisions Attached 


01/01/98 


Technical Design 


ISAM block diagram with A. McLeilan. 


01/01/98 


Technical Design 


ISAM Advantages. ] 


01/15/98 


Market Research 
and opecal otudies 


Phase Two - Six sigma pcQpcsed study' - Prof. R. Magjuka. 


02/Q1/98 


Legal 


Sample non-disdosure forms provided by Steve Lee, Don Hcmcacx. Dr. 
MCLeiian and Scott Stuart (attomeyj. Signed copies in nies. 


03/01/98 


Strategic Planning 


ISAM Six Sigma goal. Attached 


03/01/98 


1 Strategic Planning 


ISAM Advantage. Attached | 


03/01/98 


Technical Design 


jlSAM feature requirement - with A. McLeilan and Don Hcmback. | 


03/30/98 


Legal 


1 Ncn-Disdosure for Don Homback | 


04/01/98 


Meetings & 
Presentations 


Vcit Delta software and hardware developers - Grange Cauniy. CA -t-2-98 to 
4-3-98. Tape recording, minutes by Don Homback, Non-Oisclcsure forms, 
travel documents, etc. Eght Volt Delta employees in attendance. 


•. • 04/01/98 


Technical Design 


ISAM announcement system reouirements and caoacity. | 


04/02/98 


Legal 


Ncn-Disciosure for Vclt Delta i 


1 04/02/98 


Technical Design 


Vcit Delta DSS design. Notes from Don Homback. | 


05/01/98 


Meetings & 
Presentations 


Jack Sears - VP Continental Insurance. Race Day in Suite 36 fcr 
'Indianapolis 500'. Six sigma market potential for call centers, iNc sceciric 
ISAM mention but a 'market research' opportunity. 


05/01/98 


Strategic Planning 


USADA Expense Reduction and Pncing memo for PSR, DFALT. ICAP ana 
ISAM. ISAM IS shown as intangible expense savings. Attached DA 
industry estimate. 


05/'01/98 1 


Technical Design 


ISAM data recording recuirements - revised. | 


nc/n-i yQQ 1 
UC/Ul/ya 1 


Strategic Planning 1 


USADA Product Summar/ with ISAM. Attached. 1 


/no 


Technical Design 


ISAM report generation. Recommendation of many 'report generation' 
programs. SPSS, etc. meetings with S. Stuart, Don Hcmbacx. A. Miller to 
review Volt Delta stat pack. 


U / /u i/yo 


Market Research 
and Special Studies 


USAA reccmmendec as best candidate for ISAM - A. Miller \ McLailan .1 i 
Associates I 

i 


08/01/98 


Strategic Planning 


Request for Pnce Quotation - Prof. Alden McLeilan (McLeilan ^ Associates) 
recommendation for ISAM RPQ. Attached. 


11/01/98 


Market Research 
and Special Studies 


ISAM 'Sup/ey questions' - ROS memo 


i;/0l/98 1 


Technical Design 


ISAM caoacity recuirements. A. McLeilan memo. i 


12/01/98 


Market Research 
and Special Studies 


ISAM study for announcement seconds. E Peld. ^■■^■IMHMHB^'^ 

1 EXHIBIT 1 


12/01/98 1 


Technical Design 


ISAM anncuncemems W% ^ J 



12/01/98 


Technical Design 


ISAM post Rrst Office Application features. 


01/13/99 


Meetings & 
Presentations 


Charles Townsend, Local investor with interest in ISAM Hc)r\Jri\<^r\r\^\ ir^ 
fonn signed. 


03/09/99 


Meetings & 
Presentations 


John & Linda LaVine * Meetina for call center ISAM markf^finn nnnnm tmftA^ 
Non-Oisdosure signed. 


momhly/98 


Meetings & 
Presentations 


Paul Waoner - Rnancal advisor with monthlv m*»*atinr!«5 Pm w tin 
to provide an affidavit if necessary. 


dates unknQwn/98 


Meetings & 
Presentations 


Bill Penv - now StsniorVP far CIGNA hut mn^siriorar* -a nrt«*i*i#^« t.,;^ 
will 1 iiuw w^iiiui wr wivji^/*^ uui wjrioiQereu 3 position witn my 

company after leaving Lucent Technologies. Bill saw market need far 

ISAM. Several meetings in Indianapolis and many phone calls. 


date unknown/98 


Meetings & 
Presentations 


Ron Beaumont - Chief Technology Officer for MCI WortoCom. Washington, 
D,C. headquarters. 


dates unknown/98 


Presentations 


Njicvc viuiiiiauii - ovn lui iwiv-rj vvonucorn Dusiness oervices oeveral phone* 
calls. i 


we<*kly/98 


Meetings 5t 
Presentations 


i^uuiway I II luiu^icai u'ui 1 rTuitiuouA - wetrjviy 3nQ oaiiv meetinns in !^^yo. ' 
Shared office in 1999-2000. ' i 


dates unknown/98 


Presentations 


i^iuiea^ui ividyjujvd - lur'u dx inuianapoiis. rrequent meetings with 
ROS and Gary Pnce. 


date unkncwn/98 


Meetinos & 
Presentations 


j^ci^uii 1 niuoueau*. u^-'sj, universal uireciory oepyices, inc., nurst, Texas. 
Meetings with Gary Price, Professor Magjuka and ROS at Lewis and 
Kappes, 1998. 


date unknown/98 


Meetings & 
Presentations 


Chanie Holder - Executive with Thomson Eiecn-onics. Six sigma 'ISAM' j 
market research opportunity. { 


date unkncwn/98 


Presentations 


u( . uunaiQ orcwn - v^wsj^ inieracuve tnieiiigence. for soTCware recjuirements 
and market opportunities for ISAM 'type' products. 


date unkncwn/98 


Meetinas & 
Presentations 


y^tdii ou«uniui, main prcTessui wim uiscussion on sample Size vs. ccrmoence ; 
levels fcr ISAM. Don Homback introduced. j 


date unkncwn/98 


Meetinos & 
Presentations 


c^c>«crni k^cj dnu rounuer. r\r\4 Qiscussion tOr lo/^m. uon 
Homback introduced. 


dates unknown/98 


Technical Design 


Requirements for ISAM technical interface specifications for ACD 
swrtch/ser/er, PBX, announcement system, database retrieval system and 
audio response units. 


dates unkncwn/98 


Technical Desion 


1 cutiiuudi [^iiuuin iNui ^dmpic aHu conTiQence levei. m. iviCkiSiian^^on 
Homback, and math PhD. Alan Schmidt (intrcducad by Don Homback) 


01/98 - 12/99 


Legal 


McLeilan i Associates monthly review of any significant ISAM related 
recsntty issued patents. 


01/98-12/99 


Legal 


Research on "is customer an-iine notificatian required for ISAM reccrdinf" 
for state (Indiana) or Federal S Stuart - date'^ Several discussicns with 
no documentation in file. Also discussed with G. Pncs but no letter. A 
number of G. Pnce billing invoices for this period but no specmc ISAM 
reference. ! 


1/22/99^9/14/99 


Meetings & 
Presentations 


James Schmidt of Internaticnal Group. ROS. A. Miller, Steve Lee. Con ! 
Hornback, Gar/ Pnce and Paul Wagner in attendance. Market evaluation 1 
for ISAM in U.S. and Europe with investment required. ! 


1997.-1998, 1999 


Meetings & 
Presentations 


Steve Lee - weekly meetings and discussions for venture capital j 
opportunities. | 


2/98, 3/98 1 Technical Design 


Requirement for ISAM AGO* circuits. 1 


5/98. 6/98 


Meetings & 
Presentations 


Presentation slides for ISAM. | 


5/98. 5/98 i Technical Desiqn 


ISAM voice recognition system 1 


5/98. ^5/98, 7/98 


Technical Desiqn 


ISAM reoort system. 1 


6/98 to 6/99 


Meetings «i 
Presentations 


S. Walker, E. Feid, K, Bern/ - employment opportunities discus3icn. 
Meetings and phone calls. 



7/8/98-7/13/98 


Meetings & 
Presentations 


D. Haynes & G. Gaucher meeting in Mackinaw. Michigan far strategy 
rneetino and ootential emDlnvmpnt 


7/98 - 12/98 


Market Research 
and Special Studies 


CWA contract - ISAM analysis. A, Miller obtained copies of Ameritech and 

CWA Oofifstor Si^fvif^p^ cj^ntr^ff^ Mo f*fintra#^ lonoi tfsm^ fnt* *m<^Mi^MM«Mi 

w V Virf^ci Qiui viv^ica lu i^u ^.AJi HI a(,«4 language ror monitonnQ 
that would preclude ISAM. Calendar notes far A. Miller. 


9/98 - 10/98 


and Special Studies 


1 ruM lOMtvi oix oigma aeTeci raie ror i^uu agents, A. Miller/c. Feld data 
analysts. Attached. 


01/14/99 


Meetings & 

P rp^onts lin n < 

r I dad ilalJUl lo 


Greg Johnson, CMF nntemationai ISAM, technical advantages / 
inuid/rniiiipines can caniers- several rneenngs ensued 


02/05/99 


Meetings & 
Presentations 


Michael Evans, CHORUS; Greg Johnson ISAM presentation and discussion 


01/9o - 12/99 


Legal 


McLelian & Associates monthly review of any significant ISAM related 
recentiy issued patents. 




LagaJ 


Research on "is custcmer on-Jine notification required for ISAM recording'* 
for state (Indiana) or Federal. S. Stuart - date? Several discussions with 
t lu uuuui Nci iiauiji 1 1ll lie. Mlou uiocupocu wnn vj. "fics GUI no letter, m 
numfcser of G. Pncs billing 


iy22'99 <i 9/14/99 


Meetings & 
Presentations 


.James ocnmiat at intemanonai Group. ROS, A. Miller, Steve Lee. Don 
Hombac*<, Gary Price and Paul Wagner in attendance. Market evaluation 
for ISAM in U.S. and Europe with investment required. 


1997. 1S98, 1999 


Meetings & 
Presentations 


Steve Lae - weekly meetings and discussions for venture capital 
oppcrcunities. 


02/01/99 


, Meetings & 
Presentations 


Chanie Holder - Executive with Thomson Eecn-onics. Six sigma 'ISAM* 
market research international opportunities. 


01/99^3/99 


Technical Design 


Bniiie Feid - on-gcing data analysis tor ISAM 


01/11/99 1 Technical Design 


A. Miller - market study for FOA candidates (aporox. 3 week prcjec:) | 


1/11/1999-2000 


Tecinnical Design 


Daily consultation with Pathway Technologies - ongoing ISAM development 
(shared office space) 
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2-20-98 



ISAM Feature Requirements 



I , Interface technical specifications for - 

• ACD switch 

• PBX 

• Servers 

• OEJ^I database retrievals systems 

• OE^l 'decision tree' announcement systems 



'Decision Tree* announcements 



3. ISAM must monitor and communicate by sending and receiving various signals, 
codes and data at multiple points in the call path - 

Announcement circuits 
Incoming tmnks 
Calls waiting in Queue 

Agent consoles (Agent ID, Call Disposition, etc.) 
Audio Response Unit position release circuits 
OEM database retrieval systems for call disposition data 
Position disconnea but ISAM drcuit connected to ISAM VH unit and 
data record 



4. ISAM supervises and controls the PSTN customer call and monitor the agent 
OEM database retrieval activity 

• ISAM survey post agent or ARU response 

• ISAM initial sur/ey request at incoming trunk 



3-13-98 (Rev.) 



[SAM Feature Requirements 



1 . Interface technical specifications for - 

• ACD switch 

• PBX 

• Servers 

• OEM database retrievals systems 

• OEM 'decision tree' announcement systems ' - 

• Audio Response Units 

2. 'Decision Tree' announcements 

3. ISA^/I must monitor and communjcate by sending and receiving various signals, 
codes and data at multiple points in the call path - 

• Announcement circuits 

• Incoming trunks 

• Calls waiting in Queue 

• Agent consoles (Agent BD, Call Disposition, etc.) 

• Audio Response Unit position release circuits 

• OEM database retrieval systems for call disposition data 

• Position disconnect but ISAM circuit connected to ISAiVt VR unit and 
data record 

• Incoming trunks (local, toll IXC, hotel, coin, etc;) 

4. ISAiVI supervises and controls the PSTN customer call and monitor the agent - 
OEM database retrieval aaivity 

• ISAM survey post agent or ARU response 

• ISAJVt initial survey request at incoming trunk 
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ISAM Feature Requirements 



1 . Interfece technical specifications for - 

• ACD switch 

• PBX 



• Servers 

• OEM database retrievals systems 

• OEM 'decision tree' announcement systems 

• Audio Response Units ' • 

2. Decision Tree' announcements 

3. ISAM must monitor and communicate by sending and receiving various signals, 
codes and data at multiple points in the call path - 

• Announcement circuits 

• Incoming trunks 

• Calls waiting in Queue 

• Agent consoles (Agent ED, Call Disposition, etc.) 

• Audio Response Unit position release circuits 

• 0E3vI database retrieval systems for call disposition data 

• Position disconnect but ISAM circuit connected to .IS AiVI VR unit and 
data record 

• Incoming trunks (local, toll, IXC, hotel, coin, etc.) 

4. ISAiVt supervises and controls the PSTN' customer call and monitor the agent - 
OEM database retrieval activity 



IS AV( survey post agent or ARU response 
ISAiVl initial sun/ey request at incoming trunk 



ISAM Announcement System 



• Capacity for 1 to 20 different announcements 

• Capacity for I to 20 incoming trunks 

• Voice Recognition or customer keyed input for Yes-No approval to 
participate in survey 

• Announcement length from seconds to seconds 

• Remote access for new recording changes, addition or deletion of phrases 

• Random selection for specific announcements 

• Screening capability for VIP ANI customers, call type, trunk type, pre- 
selected NPA-NNX marketing, etc. 

• Time, Day and Date parameters for ISAM operation 

ISAA^I Data Recording 

• Customer Yes-No response of initial "decision' tree announcement for 
incoming trunk 

• Voice Recognition and/or keyed customer input 

• Data storage for key details - 

- Customer ANI 

- Time, Date 

- Agent ID - ' 

- Call Type 

- Customer response voice recognition/keyed 

- Customer recorded message 

- Customer connection to manager 

ISAiVI Report System 

• Immediate cut-through and contact with manager 

• Analysis by individual Agent, manager, team, office or system 

• Analysis by individual customer, class of customer, call type 

• Analysis by service item (counesy, accuracy, overall service, speed of 
service, etc.) 

• Control collection of data for multiple system by polling or data 
transmission at pre-selected times or thresholds 

• Polling? 



DATE: 

TO: 

FROM: 



July 16, 1998 
Bob Stuart 
Annette 



Bob, 

In our recent staff meeting at the Grand you asked us to consider firms that we felt miaht 
be the best potential clients for ISA^^f. I did some research and I think one good one to 
perhaps approach would be USAA. Best known as a-^ajor insurance company, they are 
also extensively involved in financial services. USAA is a Fortune 500 company with 
call centers around the U.S. and Europe. 
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McLELLAN & ASSOCIATES, Inc. 

Post Office Box SO 1250 

India napolis, IN 46250-1250 

Alden McLdlan WPfuD., P.E., M.3^A. Telephone: (317) 576-9900 

President 

August 12, 1998 

I 

R. 0. Stuart . 

aSADA, Inc. 

5551 CamelbacJc Courr 

Indianapolis, IN 4 6250 
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McLELLAN & ASSOCIATES, Inc 



Post Office Bex 501250 
IndianapoUs, IN 46250-1250 



Alden McLallan IVPbJ)., M.3^A. Telephone: (317) 576-9900 

President 



Octobers, 1998 



R. 0. Stuart 
President, USADA, Inc. 
5951 Cameiback Court 
Indianapolis, IN 46250 

Bob, 




Alden McLellan 
President 

Ai^:ic 



McLELLAN & ASSOCIATES, Inc. 



Post Office Box 501250 
Indianapolis. IN 46250-1250 



Alden McLdlan IV PiuD,. R£., i\LJS^4. 
President 



Telephone: (317) 576-9900 



Decamfcer 10, 1998. 



Mr. R. 0. Stuart 

President 

aSADA^ Inc. 

5351 tamelback -Court 

Incianapciis, IN 4S25C 

Dear Bob, 




Sincerely, 




Aicen iMcLeiian 
Presidenu 



ISAM ANNOUNCEMENTS 

(Parameters) 



SINGLE 

• ISAM Greeting 

• ISAM Instruction 

• ISAM 'Quality' Question 

• Customer Response 

- Keyed 

- Voice Recognition 

• Customer Comment 

MULTIPLE 

• ISAM Greeting 

• ISAM Instruction 

• Random Selection of Question/Agent 

• Customer Response 

- Keyed 

- Voice Recognition 

• Customer Comment 

• Remote 'Dial-Up' Recording 



ISAM SIMULATION 

(Requirements) 



Equipment 

• PC as ACD Server 

• POTS Incoming Calls 

• IVR Software 

• Random Call/Announcement 

• Multiple On-Line Agents 

• Announcement Script 

• Random Ntli Sample 

• Data Collection and Storage 

• Report (Agent, Team, Call Center) Generation 

• Data Polling 

• Customer 'Keyed' Response 

• Customer Key Word 'IVR' * 

• Customer 'Solicited' Comment/Recording 

• Yes-No Decision Tree 

• Customer Unsolicited Key Word' Queue Comments 



ISAM FEATURES 
(Post FOA) 



Feature 

• Interface with ICAP 

- Provide data for individual agent overall measurement of performance 

• ISA^/I Inteiligent Query 

- Selected survey question during high ASA quaner hours 

- ^ Selected survey question for individual callers with high ASA 

- Selected survey quesnonsfor customers with 'regenerated* attempts 

- Selected survey question based on customer demographics 

- Seleaed survey question based on originating NPA-NNX 



• ISAf^f Intelligent Report Generation 

- Correlation studies of agent performance vs. sales, customer retention 

- Correlation studies of agent produaivity and customer satisfaction ■ 



USADA ISAM PRICING STRATEGY 



The design, engineering, development, manufacturing, installation, marketing, training 
and maintenance expense and revenue for ISAM will be based on usage sensitive pricing. 
The call center client will easily relate value to work volume, number of agents, 
positions, position hours and ACD servers. The associated data is readily available and . 
offers pricing flexibility for both fixed and variable expense. 

The following tables illustrate the pricing options for a typical agent and call center. The 
assumptions used are 1320 position hours per agent per year, S14/hour wage rate, percent 
occupancy at 90, 1.8 agents per position, 250 agents per call center with an AWT range 
firom 30 seconds to 10 minutes. 



CS/vO/V Inc. I'KOPKIKTAKY l';*^X 



7/13/1998 



USAGE SENSITIVE ISAM RTU FEES 
(Intangible Savings) 



U 

RTU Fee.-'CaJl @, 30" AWT .0005c 

60" .0011 

2' .0021 

5' .0053 

10' .0105 

RTUFee'PosHr .0442? 

RTL^Fee/A/M ' S6.33 

FTU Fee,/Position/M SI 1.33 

Six Sigma Rev/Y/RTU Fee 13.9 



Percent Savings* 



2.5 ■ 10 lOO 

.0013 .0027 .0054 

^a027 .0053 .0106 

1d053 .0106 .0212 

.0132 .0263 .0526 

.0263 • .0526 .1052 

.1105 .2206 .4412 

15.75 31.58 63.17 

28.33 56.83 .113.67 

47.3 94.7 189.4 



Alternative ( 1.) w/5% Produaivity Increase 

RTU Fea/30" CaU ' .OOlz = 535,600 

RTUFee/PosHr .0500 = 16,500 

RTU Fee./Agent/M S 10.00 = 30,000 

RTUFee/Pos/M 10.00 = 16,680 

Annual Revenue 598,780 

Client Savings = 5473,500 



* Equivalent to 20% expense reduaion. 
Quality improvement with reduced customer turnover and increased market share 



i;.S,\D/\. Inc. I'UOPIUIiT.VHY IWX 



January 1998 
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APPENDIX I 



USADA EXPENSE REDUCTION SUMMARY 



PRODUCT 
PSR 

Voice Recognirion of 
intervening call attendant vs. 
calling customer 

CAPS 

Productivicy system 
based on statistical 
standards and true cost 
for individual call 
attendants 



Annual Expense Savings 
TFDA Per Posidon DA INDUSTRY Per Posidon 



S16.8 M S\5,5 K 



S 1.0 M S 1.4X 



S 150.0 M 



S 35.0 M 



S 6.0 K 



S 1.4 K 



ISAiM 

Real time customer 
perception measurement for 
individual call attendants 



Intangible 



SDHFA 

- free training time 

- percent occupancy 

New forcing algorithms diat 
increases percent occupancy\ 
converts idle seconds into 
free training hours and 
provides improved more 
consistent service levels . 



S 1.1 M S 1.6 K 
S 1.8 M S 2.7 K 



S 40.0 VI 
S150.0M 



S 1.0 K 
S6.0K: 



0PER.ATIONAL EXPERIENCE S 20.2 M S29.7 K 
ROS concepts of Force 
Strategy, Network Design, 
LVIanagement Information 
Systems, etc. 

TOTAL S 40.9 M S50.9 K S325.0 M S14.4 K 



• Internal AT&T benchmark:^ .suppon a 35 percent savings vs. other A TiS: T large learns. Lndusiry savings wiil var/ 

depending on relative cllkiency of each Director/ Assistance entity. 
•* Docs not include savings for large team operations in areas such as SOO in-bound, cusioincr service or 

reservations. Tlus market is four to five times the .size ol* Directory Assistance. Tlic analysis is limited 

10 the U.S. market. 



USADA,lnc. 



USAOA. Inc - PROPRIETARY . ® Copyright 8/1998 



USADA Product Summary 



DFALT 

An automatic force management system that converts idle time into productive 
hours with improved and consistence customer service at a lower cost. 
Potential Benefits 

5-15% increase in Percent Occupancy 

40 hours per position freed for training or other productive work 

ISAM 

Measures customer satisfaction accurately and in real time from individual agent to 
corporate level. 

Potential Benefits 

Six Sigma level quality on call center interactions 

Real-time data on individual agent, supervisor, manager, call center or 

division level performance 



'CAP 

An expert financial and productivity measurement system that tracks key 
performance items for all significant cost factors. Produces a true unit cost that 
applies for individual agents to corporate level. 
Potential Benefits 

Cost reduction cf $1500 per position through improved productivity 
Reduced management time for collection and analysis of data 

PSR 

A speech recognition system for individual agents to access databases and to 
control position consoles. 
Potential Benefits 

Up to 50% reduction in average work time per query 
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ISAM 



• Individual agents ^personal service* report card 

• Accurate, real rime customer perception of service, practice, products, 
prices, advertising, etc. 

• Analysis of customer 'Queue comments* 

• Reduce customer loss rate 

• Eliminate 15 to 20% of management time for quality checks 

• Eliminate census quality announcements 

• SLx sigma quality for call centers 
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ISAx\( SERVICE QUESTIONS 



Category Example 



Avg Seconds 



1) Initial " Company Name is great! v^interested 

in your eyaluation of our service 
for this call" 

"If you would like to participate please 
key 1 for Yes or 2 for No." 

or "If you would like to partidpate please 
sav Yes or No." 



2) Agent 



"Was the agent helpful?" . 
"Was vour aaent couneous?" 



3) Product Manager "Did you obtain the information you 

wanted*:^" 

"How satisfied are you with our 
product, price, etc.''" 



"Did you see our ad in 
today's : 



4) Service 



"Did we answer this call in a timely 
manner^" 

"Were you able to reach the agent 
on your first attempt?" 




USADA, Inc. 
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ISAM SERVICE QUESTIONS 



Category 



Example 



Avg Seconds 



[) Initial 



" Company Name is greatly Tnterested 
in your evaluation of our service 
for this caU" 



"If you would like to pardcipate please 
key 1 for Yes or 2 for No." 

or "If you would like to pardcipate please 
say Yes or No." 



2) Agent 



"Was the agent helpfiil'^" 
"Was your agent couneous'^" 



3) Product Manager "Did you obtain the information you 

wanted"]^" 



"How satisfied are you with our 
product, price, etc.?" 



"Did you see our ad in 
today's "^'^ 



4) Service 



"Did we answer this call in a timely 
manner^" 



5) General 



"Were you able to reach the agent 
on your first attempt'^" 

"How well did we ser/e you today '.^ 
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